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Abstract
In this paper we present an exploratory and inductive qualitative content analysis on the type of
questions that are asked by page users on a local government Facebook page. Out of the 127
analyzed posts the results show that users are first of all asking questions about infrastructure,
sports and leisure, and services. Altogether these three categories are identified in just under 52
percent of the analyzed posts. The implication is that managements who know what type of
questions are asked on their Facebook pages can be better prepared to answer these type of
questions. In the long run, knowing the type of questions asked by the users could also be
incorporated in the requirements (cf. co-design) for design and development of new services
and/or information systems, thereby improving both the requirements and the implemented
service and/or information system.
Keywords: Facebook, Social Media, Content Analysis, Inductive Study, Exploratory Study,
Qualitative Study, Government, Citizens, Page User Posts, Co-Design, Requirements
Engineering, User-Generated Content.

1.

Introduction

The number of local governments, e.g. municipalities, which have adopted Facebook [10] in
the last years have increased significantly. In the USA, for instance, only 13 percent of local
municipalities had a Facebook page in 2011, while the number had skyrocketed to nearly 87
percent in 2013 [25]. In Germany the number was 48 percent in 2012 [15] which was reported
to be 100 percent just a few years later [4].
One explanation to the explosion of local governments on Facebook could be that
organizations, including municipalities, want to “reach consumers where they ‘live’ online” (p.
265) [13]. Likewise, [18] expresses that when communication with citizens are in focus you
need to understand “Where they are online” (p. 3), “How they prefer to be engaged” (p. 3) and
“What they expect from government” (p. 3). Another explanation could be that governments
want to benefit from what [3] highlight as four major potential strengths of social media:
“collaboration, participation, empowerment, and time” (p. 266).
Considering the total number of Facebook users, [28] reports that Facebook had 1.79 billion
monthly users in the third quarter of 2016 and in Sweden [29] reports that in 2017 the number
could be as high as 5.17 million.
Looking at how often and how long Swedish Facebook users spend on Facebook, [7] report
that users might “log on to Facebook 6.1 times a day and spend a total of 75.2 minutes logged
in” (p. 15). In a recent study by [6] the authors report that in Sweden over half of all Internet
users use Facebook on a daily basis while 71 percent use Facebook now and then. It should also
be mentioned that among Swedish Internet users Facebook is the largest social network service
[6].
Finally, [14] stated that ”One of social media’s main advantages is seen in the way it alters
service delivery and service design in governments” (p. 1) and [1] stated that “Users of these
[Web 2.0] applications are no longer the passive consumer of content; they have become coproducers and co-creators” (p. 1007), meaning that social media, such as Facebook, could be
an important element to consider in the service design process as well as in the information
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systems design and development process (see also the discussion on product development and
co-creating content given in [5]).
Put together, it can be concluded that Facebook could be useful not only for government–
citizen communication but also for citizen–citizen communication and citizen–government
communication. In this paper we focus on the last of these three: citizen–government
communication, with an emphasis on what Facebook users ask a local government about in
their user posts. Some research has been reported on citizen–government communication
focusing on page user posts e.g. [2], [21,22]. However, to our knowledge none of these has a
focus on what users ask the local government about on the Facebook page (“the wall”). This
research gap prompts the following research question:
What type of questions does a local government receive through its Facebook page?
In the next section we first address related work, followed by research method, results and a
discussion. The paper ends with conclusion and future work.

2.

Related Work

In [22] the authors present a small case study using an explorative and interpretative content
analysis approach. In the study the authors collected both Facebook page owner posts and
Facebook user posts for a period of one month from a municipality in the mid of Sweden. As a
result, the authors presented a content schema of six categories for page owner posts and a
content schema of eleven categories for page user posts. In the study the authors presented a
category called “request for information” described as questions asked to the municipality.
However, the authors did not pay any attention to the type of questions that were actually asked
in the page user posts.
In [2] the authors extended the work presented in [22] using a content analysis approach to
both Facebook page owner posts and Facebook page user posts for a period of three months
from the same municipality as described in [22]. As a result of that study the authors presented
an extended content schema of eleven categories for page owner posts and an extended content
schema of thirteen categories for page user posts. As the most common page user category the
authors presented “requesting information”. However, despite being the most common
category, no attention what so ever was paid to the type of questions actually asked by the users
in their page user posts.
In [21] the author presents an exploratory case study in which Facebook page owner posts
and Facebook page user posts from both the Bundaberg Regional Council and the City of
Calgary during a flood were analyzed using a content analysis approach. As a result of the
study, the author presented seven usage types for page owner posts and eight usage types for
page user posts. What is most interesting for our study is that the most common usage for page
user posts was requesting information. As a third result the author presented five categories of
topics identified for page owner posts as well as for page user posts: situational updates,
evacuation, infrastructure, volunteering and donations and finally, emotions and options. The
five topics presented by the author are similar to areas in our study. However, in [21] the topics
were the results of all content categories as well as for page owner posts and page user posts,
meaning that the focus was not on questions asked in page user posts.
In [15] the authors present a study in which the purpose is expressed as ”to explore how
successfully local governments utilise SNSs for managing their external communication with
citizens” (p. 387). In that article the authors analyze Facebook page owner posts as well as
comments on page posts for 25 German cities. Several research methods were used. However,
the most interesting part for our work is given in the description of how the authors categorized
properties and topics of the page owner posts applying content analysis in both an inductive
and deductive way. To analyze the data and to present the results the authors applied a coding
scheme of five actions: up-to-date provision of information, marketing, co-design, Ftransactions and using multi-media features. Out of these five actions the third one, co-design,
is of most interest to our study. Finally, it should be noted that in [15] the authors only studied
page owner post and in the results the authors stress that the studied governments seldom use
Facebook to encourage co-design.
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In [14] the author presents a study in which 32 semi-structured interviews were conducted
with 32 Facebook users in Germany. The interviews were analyzed using an content analysis
approach aiming to “understand citizens’ perceptions of government profiles in social media
as well as the factors that influence their decisions (not) to ‘like’ these profiles” (p. 2). In the
study the author found that “rather than actively participating and thus contributing to promising
co-creation activities, citizens prefer to passively consume the posted information” (p. 2). The
author also reports that “stay up-to-date with activities in their city” (s. 2) was the main reason
to like a government profile, and lacking awareness and trust, and perceived pressure from the
social environment were reasons not to like a government profile. It should be noted that the
data collection method and thereby also the analyzed data in [14] differ from ours. The author
conducted interviews to analyze while we downloaded page user posts and analyzed these. The
data analysis method, however, is similar. Finally, it should be noted that passively consuming
information rather than actively contributing through co-creation both motivates and
encourages new studies on co-creation. It also motivates and encourages researchers to broaden
research on co-creation and studying it from not only new angels but also with new perspectives
in mind.
In [25] the authors present a study in which the 75 largest U.S. cities are studied in relation
to their social media usage during both spring 2009 and spring 2011. In their study the authors
used both content analysis and case studies and two of the results reported are usage of social
media within the analyzed cities has increased a great deal and almost all local city governments
allow their users to post comments on their Facebook page. As a result from the interviews the
authors state that “city officials would like to know […] how they are being used” (p. 356)
where “they” refers to social media services such as Facebook, Twitter and YouTube. Asking
questions to a local government on their Facebook page could be viewed as one way to use
social media (see also [2]) and analyzing the content of questions could therefore also be viewed
as one way to analyze how social media are being used.
In [24] the author presents a framework ”that traces online interactions to mission support
and the resulting social media tactics” (p. 327). A qualitative interview study is presented and,
inspired by [33], participation, collaboration and transparency are linked to social media tactics
in the framework and transparency to the number of Facebook likes. The goals of transparency
are seen as information and education and the tactic as one-way push. Participation is linked to
Facebook comments, the goal is engagement and the tactic a two-way pull. Finally,
collaboration is linked to Facebook shares and “Creating their own content” (p. 332), the goals
are cross-boundary action and two-way interactive and the tactics are network and the co-design
of services. As a result, [24] reports that “government is currently focusing mostly on push
techniques and uses social media channels to provide information that is recycled from other
government communication channels, such as publications, reports or the website itself” (p.
332). This means that the studied government is mostly using social media for transparency,
thus missing out on the possibility to engage the citizens at a higher level of engagement such
as participation and collaboration.
In [3] the authors study how information and ICT potentially impact on transparency or
more specifically cultural attributes in relation to transparency. In doing so, the authors state
that “collaboration, participation, empowerment, and time” (p. 266) are all potential strengths
of social media. As a conclusion the authors state that “The extent to which ICTs can create a
culture of transparency and openness is unclear” (p. 269). Asking a question on a local
government Facebook site could be viewed as not only one way to collaborate with the local
government, but also as one way to participate in the daily work of a local government.
In [4] the research question deals with if and how the usage of different media and content
types influence the engagement of citizens. To code the media type of a Facebook page owner
post the authors used five categories: video, link, photo, text and others. To code a Facebook
page owner post of each local government the authors used sixteen content categories, all
relating to local services. The content categories ranged from public works and town planning
to financial reporting. The authors also classified countries as belonging to either German
countries, southern European countries, Nordic countries (including Sweden) or Anglo-Saxon
countries. The results of their study shows that public transportation and housing are the two
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most engaging topics (content types). Regarding media types, photos followed by text received
the highest levels of engagement and besides that it was shown that Nordic and Southern
European governments have the most engaged citizens. Finally, it should be noted that in [4]
only page owner posts were analyzed, meaning that the type of questions a page user might ask
was not a concern of their study.
In [34] the authors conduct a literature review of co-creation/co-production. In total, 122
articles and books published between 1987-2013 were reviewed addressing the objectives of,
influential factors and outcomes of co-creation/co-production processes. As the main results,
the authors state that most of the reviewed studies “focus on the identification of influential
factors, while hardly any attention is paid to the outcomes” (p. 1333). From an information
systems development (ISD) perspective, co-design, co-creation and co-production are all
concepts that relate to user-generated content (UGC) as well as requirements engineering (RE).
In [20] the authors research user-generated content (UGC) in relation to participatory
design (PD). The authors conclude their work by pointing out that they do not present solutions
but instead “contribute by identifying and analyzing challenges of conducting PD in these
settings [the users are not in a workplace and are not getting any wages], and suggesting fruitful
unresolved issues to be pursued in future studies” (p. 23). In [20] the authors refer to [19] in
which the authors describe an UGC platform as “a system that enables users to contribute,
evaluate, and consume content online” (p. 468). Examples of UGC sources (platforms) are
Facebook, Wikipedia, YouTube [19] as well as Facebook, Twitter, Tumblr and crowdsourcing
[20]. For a deeper and more nuanced discussion on crowdsourcing we suggest that the reader
takes a closer look at “Crowdsourcing Systems on the World-Wide Web” [8]. Due to many
different UGC sources (platforms), the UGC as such can also be in many different forms such
as “tags, tweets, product reviews, forum posts, digital artwork, video, and audio” (p. 2) [20] as
well as “pictures and videos, journal entries, encyclopedia articles, product reviews, and
personal profiles“ (p. 468) [19].
In [23] the authors study problems, causes and effects in RE and describe the aim of RE as
the “elicitation, analysis, and specification of requirements that unambiguously reflect the
intended purpose of a software system considering and aligning the viewpoints of all relevant
stakeholders” (p. 2). The authors report on a questionnaire survey in which 228 companies in
10 countries participated. The qualitative analysis revealed that the three most contemporary
problems are: 1) incomplete and/or hidden requirements, 2) communication flaws between
project team and the customer, and finally 3) moving targets.
Summing up, related work reveals that studies that analyze and categorize what users ask
about on a local government Facebook page are still missing. This research gap motivates our
research question: What type of questions does a local government receive through its Facebook
page? The answer yielded is a contribution not only to the research field of Facebook (social
media) usage in local governments, but also to the research on co-design in the field of
information systems development (ISD).

3.

Research Method

The present study is exploratory since, to our knowledge, there are not many studies that focus
on what users ask a local government about on Facebook. The study also uses a case study
approach because case studies are suitable when the aim is “to understand complex social
phenomena” (p. 2) [35]. A qualitative content analysis approach [17] was used to analyze the
data, in terms of what [16] describe as conventional content analysis. In [16] the authors point
out that conventional content analysis “is usually appropriate when existing theory or research
literature on a phenomenon is limited” (p. 1279). A similar description is given by [9], who
state that “Inductive content analysis is used in cases where there are no previous studies dealing
with the phenomenon or when it is fragmented” (p. 107). In the following two sub-sections we
first address the empirical case of study, followed by data collection and data coding.
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3.1.

The empirical case of study

In this paper, we have used Karlstad municipality Facebook page as the case study. Out of the
290 municipalities [32] that Sweden is divided into Karlstad ranks 22nd with a population just
above 90 000 citizens [30]. The largest municipality is Stockholm, the capital of Sweden, with
a population of around 935 000 citizens [30]. On 1 January, 2011 Karlstad municipality
launched their Facebook page [10] that currently has just above 30 000 followers [11]. At the
end of January 2011 Karlstad municipality also launched a campaign to become the most liked
municipality on Facebook and after just six months they succeeded [12]. In 2015 Karlstad
municipality was still the most liked municipality in Sweden on Facebook [31].
3.2.

Data collection and coding

In mid-august 2015 both Facebook page owner posts and Facebook page user posts for May,
June and July 2015 were collected and downloaded using the Netvizz service [27]. In total, the
data consisted of 110 page owner posts (May: 30, June: 45, July: 35) and 286 page users posts
(May: 68, June: 108, July: 110). The data were coded using a qualitative interpretative content
analysis approach. As a starting point the categories presented in [22] were used. Since the
present study only deals with page user data, the page owner data are not further discussed. In
total, we ended up with 386 coded posts distributed across 13 content categories. The difference
between the number of downloaded user posts (286) and the number of coded user posts (386)
is explained by the fact that the length of the text in the page user posts varied a great deal and
therefore the content of one page user post could also be categorized as belonging to one or
several content categories. The most common content category identified in the data was citizen
requesting information (127) in which a “Citizen [was] asking a question to the municipality or
other users” (p. 556) [2]. In the present study we build on the work presented in [2] and analyze
the 127 user posts categorized as requesting information. In doing so we analyzed and
categorized what the page users were asking questions about, i.e. the type of questions in their
Facebook posts. To do so a qualitative content analysis approach [17] was applied. The coding
process was performed in several repeated readings of the material with increasing coding of
each page user post, ending up with a first version of the category schema. Finally, all categories
were revised, including reading all page user posts again, and the description of each category
were formulated resulting in the category schema in Table 1. It should be noted that each page
user post was categorized as belonging to only one category. Finally, to support the coding
process the NVivo [26] research tool was used.

4.

Results

In this section we present the results of our study. In doing so, each category is briefly described.
To support and motivate each category, examples of page user posts are also given for each
category. Besides the examples, the number of page user posts coded into each category is also
given (see Table 1 and Fig. 1). However, it is important to point out that the presented numbers
should only be viewed as a tendency and not as statistical data.
Table 1. Identified categories for type of question in page user posts.
Category (no. of coded
posts)
Infrastructure (29)
Sports and leisure (20)
Services (17)
Traffic (13)

Description
Citizens asking questions about infrastructure such as roads, real estates,
water, electricity and Wi-Fi.
Citizens asking questions about sports and leisure such as sports,
playgrounds, culture, swimming areas and barbeque areas.
Citizens asking questions about services such as swimming school, opening
hours and delivery of event calendar.
Citizens asking questions about traffic such as speed limitations, parking
and idle run.
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Camping (13)

Citizens asking questions about camping such as where camping is allowed
and for how long in one and the same place.
Citizens asking questions about vegetation such as grass cutting and
leaning trees.
Citizens asking questions about cleaning such as sweeping roads and soiled
rest areas.
Citizens asking questions about animals such as attacking birds and
swimming areas for dogs.
Citizens asking questions about events such as “Stadsloppet” an annual
exercise race.
Citizens asking questions about employment such as vacancies.

Vegetation (10)
Cleaning (9)
Animals (9)
Events (4)
Employment (3)
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Fig. 1. Frequency for each type of question in page user posts.

4.1.

Infrastructure

The most common category identified in the data was “Infrastructure”. Out of the total 127
page user posts 29 were coded in this category, resulting in just under 23 percent. Typical
questions were related to roads, real estates, water, electricity and Wi-Fi, in other words,
infrastructure in a broad sense, such as:
[…] I wonder when you’re planning to fix the potholes in humlegatan [name of street]?
there’s a blackout at våxnäs [district] what has happened?
Any info on the lack of hot water at Mjölnartorpet [district]?
4.2.

Sports and leisure

The second most common category identified in the data was “Sports and leisure”. This
category was recognized in 20 page user posts resulting in just under 16 percent. Typical
questions were related to sports, playgrounds, culture, swimming areas and barbeque areas,
covering leisure in a broad sense, such as:
What’s the water temperature at the different beaches in Karlstad?
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[…] Who should I contact regarding a request for improvements of a playground at
Herrhagen [district]?
[…] what’s going on with the tennis courts at sommarro [district]? […]
4.3.

Services

The third most common category was “Services” identified in 17 page user posts resulting in
just above 13 percent. Typical questions were related to swimming school, opening hours and
delivery of event calendar, such as:
Will there be a swimming school at Kronoparken [district] in the summer this year?
What are the opening hours for the bike workshop Brillianten nowadays? […]
[…] Was wondering if it’s time soon to service the available bicycle pumps in the city
centre? […]
4.4.

Traffic and Camping

The forth most common category was a draw between “Traffic” and “Camping”. Both
categories were identified in 13 page user posts resulting in 10 percent. Typical questions for
“Traffic” were related to speed limitations, parking and idle run, such as:
Is 70 [km/hr] really the right speed limit on this road? […]
Typical questions for ”Camping” were related to where it is allowed to camp and for how
long in one and the same place. Most of the questions were complaints about “wild camping”,
such as:
[…] Actually, I asked if they had building permission for the ’cabin’ they were building?
[…]
4.5.

Vegetation

The sixth most common category was “Vegetation” identified in 10 page user posts resulting
in just below 8 percent. Typical questions for “Vegetation” were grass cutting and leaning trees.
Several of the questions were complaints about poor maintenance related to grass cutting, such
as:
The Wennerbergs Park – can you cut the grass better? […]
4.6.

Cleaning and Animals

The seventh most common category was also a draw between “Cleaning” and “Animals”. Both
categories were identified in 9 page user posts resulting in 7 percent. Typical questions for
“Cleaning” were related to sweeping roads and soiled rest areas, such as:
[…] So what’s the situation with the road sweeping in Karlstad? […]
Typical questions for ”Animals” were related to attacking birds and swimming areas for
dogs, such as:
[…] any municipal plans to do something about all the seagulls at Färjestad [district]? […]
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Events and Employment

In the analyzed page user posts “Events” and “Employment” were identified in 3 percent or
less of the data. Only 4 page user posts were identified for “Events” and only 3 for
“Employment”. The questions for “Events” were related to different events like “Stadsloppet”
an annual exercise race such as:
[…] I fail to understand how the municipality and the sports club IF Göta are thinking when
they choose to have guards at the Sundsta swimming hall parking lot who ask drivers, who
come to visit the swimming hall to swim/train, to move on? […]
The questions for “Employment” were related to job recruitment, such as:
Instead of pretending that it is a good idea to let unqualified persons work as temp teachers,
karlstad might look at Årjäng’s strategy for recruiting nurses? […]

5.

Discussion

To our knowledge, there are not many published studies focusing on the content, that is, the
meaning of the sentences written by the page users, in Facebook citizen–government
communication. Our study is therefore also a contribution to the research field of Facebook
(social media) usage in local governments. By analyzing page user posts we have been able to
compile a content category schema presenting what users ask about and to what extent each
category is present in the studied data.
Although some studies do exist, e.g. [2], [21,22] none of these studies focus on the
questions asked by the page users. This was the background to the issue addressed in this paper:
What type of questions does a local government receive through its Facebook page?
Even though our study is exploratory and inductive, it is still possible to discuss the results
of it in relation not only to earlier studies more or less close to our topic, but also in relation to
both implications for management (see paragraph one and two below) and implications for the
design and development of improved/new services and/or improved/new information systems
(see paragraph three to nine below).
Firstly, the most frequent content category identified in the data was infrastructure (23
percent). Infrastructure was also one out of five content categories presented and discussed in
[21]. However, when comparing the infrastructure content category identified in our study with
the one identified in [21], we can conclude that there are differences as well as similarities. In
our study we identified infrastructure as a content category while analyzing page user posts
already categorized in [2] as “requesting information,” meaning that infrastructure was a
category that page users were asking questions (requesting information) about. In [21]
infrastructure was instead identified through the analysis of both page owner posts and page
user posts during a flood, meaning that infrastructure as a content category was not unique to
page user posts but instead a more generic category for both page owner posts and page user
posts. The second most frequent content category was sports and leisure (16 percent) followed
by services (13 percent). Together these three content categories accounted for over 50 percent
of all analyzed page user posts. Therefore, it can be concluded that the Facebook users of the
studied municipality first of all asked questions about infrastructure, sports and leisure, and
services.
Secondly, some observations are necessary about opening up the local government
Facebook page for page user postings. In both [2] and [21] it is concluded that if the local
government decides to open up for page user posts, governments should be prepared to answer
questions (e.g. requesting information) asked by their users. This does not necessarily involve
extra work for the local government since allowing page user posts might instead complement
or even replace other communication channels such as telephone and e-mail [2].
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Even though the main contribution of our study lies in the presented content categories (see
Table 1 and Fig. 1), it is still possible to relate the study as such and its implications to how it
might contribute to and influence research within the information systems design (ISD) field
focusing on co-design but also including co-creation, co-production, user-generated content
(UGC) and requirements engineering (RE).
Thirdly, in [3], the authors mentioned participation and collaboration as two out of four
potential strengths of social media. One way to participate, and thereby also collaborating,
could be to ask a question on a local government Facebook page, as the users do in our study.
Participation and collaboration might even be viewed as activities that trigger and contribute to
co-design (cf. [15]), which in the next step could alter not only service delivery but also service
design (cf. [14]).
Fourthly, in [15] co-design was studied and used as one out of five actions in their coding
scheme. Even thought the authors report that only a few of all page owner posts concerned
engaging citizens in co-design, it is still an important topic. Looking at co-design from a page
user perspective, it can instead be concluded that asking a question on a local government
Facebook page, as the users do in our study, might contribute to co-design since a question as
such might contain text that could be part of the requirements for improved/new services and/or
improved/new information systems.
Fifthly, in [14] co-design was again researched and discussed. However, in [14] the author
discussed co-design in the context of service delivery and service design. As a result, the author
stated that page users preferred to passively consume information rather than actively take part
and contribute to co-creation (e.g. co-design) activities. Looking at the result stated by [14], it
can be concluded that one way to broaden the research on co-design might be to study the type
of questions, as we do in our study, that a local government receives through its Facebook page.
These questions might be viewed as one way to co-creation (e.g. co-design) since asking a
question is not to passively consume information but rather actively take part in co-creation
activities. Like the discussion in relation to [15], the questions produced during these actively
co-creation activities might in the long run be viewed as requirements for improved/new
services and/or improved/new information systems.
Sixthly, in [24] the author presented a framework for interpreting social media interactions.
The framework was divided into the three levels of transparency, participation and
collaboration, where each level included: mission, goal, tactics, social media mechanisms, and
outcome. For collaboration, the highest level of engagement one of the tactics was co-design of
services, one of the goals was two-way interaction and two of the social media mechanisms
were Facebook shares and creating their own content. Relating the framework presented in [24]
to the content of our study, it can be concluded that asking a question in a page user post is part
of the highest level of engagement: collaboration. This is motivated since one of the social
media mechanisms is “Creating their own content” (p. 332) and one of the goals is two-way
interactive collaboration. Asking a question means creating one’s own content and the goal of
a question is two-way interaction, meaning that the user asking a question wants an answer
from the government and/or other users. Finally, some words about one of the tactics given in
the framework is also needed. For collaboration co-design of services was one of the mentioned
tactics. Like the discussion in relation to [14,15], the questions produced during a cocreation/co-design activity might in the long run be viewed as requirements for improved/new
services and/or improved/new information systems. This means that to get the page users to cocreate/co-design improved/new services and/or information systems, the local government
needs to work towards the goal of two-way interaction and to encourage the page users to create
content on the local government Facebook page, such as asking questions.
Seventhly, in [34] the authors presented a literature review and stated in the conclusion
section: “studies that address the outcomes of the co-production/co-creation process are scarce”
(p. 1348). However, by treating and viewing the outcomes (e.g. analyzing questions as in this
study) of the co-production/co-creation process as a part of requirements collected during RE
[23], it is possible to address the research gap identified and discussed in [34].
Eighthly, in [23] the authors studied contemporary problems in RE. As one of the most
prominent results, the authors presented incomplete and/or hidden requirements. Analyzing
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what users ask about in their page user posts, as we do in our study, on a local government
Facebook page might possibly reveal incomplete and/or hidden requirements on services and
information systems provided by the local government. In doing so, the most prominent
contemporary problem can also be addressed.
Finally, in [20] the authors point to several challenges in combining participatory design
with UGC in information systems development such as “Exploring novel approaches to IS
development” (p. 21). However, since both [20] and [19] mention Facebook as a major UGC
source analyzing what users ask about in their page user posts on a local government Facebook
page as we do in our study, the mentioned challenge of “Exploring novel approaches to IS
development” (p. 21) [20] could also be addressed.

6.

Conclusion and Future work

In this paper we have analyzed citizen–government communication focusing on the type of
questions page users might ask a local government on their Facebook page. In total 127 page
user posts were manually analyzed and coded using an exploratory and inductive qualitative
content analysis approach. The main result of the paper is presented in the content category
schema (see Table 1 and Fig. 1), describing the 10 content categories identified in the data as
follows: infrastructure, sports and leisure, services, traffic, camping, vegetation, cleaning,
animals, events and employment. Counting the number of page user posts belonging to each
category, we can conclude that the most frequent content category identified in the data was
infrastructure (23 percent), followed by sports and leisure (16 percent) and services (13
percent). Together these three categories accounted for over 50 percent of all page user posts.
Regarding implications for management, it can be concluded that several types of questions
were posted on a local government Facebook page and knowing the most frequent types of
questions asked, the government can be better prepared for specific types of questions. In the
long run the knowledge of the type of questions a local government is likely to receive through
its Facebook page (cf. [8], [19,20]) might be viewed as a specific type of requests (requirements
cf. [23]) for improved/new services as well as for improved/new information systems. The type
of questions that a local government receives through its Facebook page might even in a broader
sense be viewed as some type of co-design (cf. [14,15], [34])
Several new topics for future research arise from this study. First of all, the categories need
to be verified using not only a larger data set but also data from more than one local government.
Another topic for future research is to study if and how the type of questions vary over a whole
calendar year. The presented study only deals with questions during spring and summer, so
autumn and winter might yield other types of questions, meaning new content categories.
Finally, studying co-design and how it appears not only in page user posts but also in page
owner posts (cf. [15]) might contribute to a better understanding of how to engage the users for
co-design (e.g. UGC) and how to use Facebook to collect requirements (cf. [8], [19,20]) for
improved/new services and/or improved/new information systems.
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